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ABSTRACT 



This self-assessment report is intended to serve as the 



foundation for Austin Community College (ACC) (Texas) to build a common 
language and to facilitate communication about performance excellence. Using 
the Baldrige Criteria in the areas of leadership, strategic planning, student 
and stakeholder focus, information and analysis, faculty and staff focus, 
educational and support process management, and institution performance 
results, campus interviews were conducted in the spring of 2000. Results 
include: (1) ACC's leadership system does not appear to be fully consistent; 
(2) the strategic planning process is not fully deployed throughout the 
college; (3) college -wide linkages between currently utilized mechanisms to 
evaluate offerings, facilities and services and their impact on student 
learning are not aligned; (4) ACC as a whole appears to lack a college-wide 
system and criteria for identifying institutions to benchmark against on 
comparative information; (5) there appears to be a lack of awareness of the 
college's strategic action plans and goals at all employee levels; (6) there 
is a need for the college to develop a systematic process to evaluate new 
programs before college- wide implementation; and (7) there is no systematic 
college-wide dissemination of student performance information. (EMH) 



Reproductions supplied by EDRS are the best that can be made 
from the original document. 
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Introduction 



The decision was made to conduct an assessment of Austin Community College 
(ACC) as a whole in January 2000. The Balridge Criteria for Performance 
Excellence is being used by Austin Community College in the early stages of our 
journey toward performance excellence. This self-assessment report will serve as the 
foundation for ACC to build a common language and to facilitate communication 
about performance excellence. 

The benefits of conducting the Baldrige Criteria Self-Assessment and developing 
action plans for improvement are: 

• To jump start change initiatives 

• To energize improvement initiatives 

• To focus on common institutional goals 

• To ensure that there is a clear connection between the key issues and the 
systematic approach embodied in the Criteria for improving the College’s 
performance practices 

• To ensure that senior leaders are aware of the key issues facing ACC 

• To ensure that communication is directed to all employees 

ACC’s Self-Assessment process involved staff from a cross-section of functions and 
levels who participated on one of seven Baldrige Criteria teams. The seven teams 
consisted of 39 members representing administration, faculty, staff, the Foundation 
Board and students. Dr. Donald C. Fisher during a two-day Baldrige Self- 
Assessment Workshop administered training on Baldrige Criteria and techniques for 
conducting a self-assessment. Dr. Fisher serves as Executive Director of MSQPC - 
The Quality Center, Memphis, Tennessee. Dr. Fisher collaborated with Ms. Lelia L. 
Hackett in the analysis and compilation of the final report. Ms. Hackett is a Doctoral 
Administrative Intern from the University of Texas in the Department of Educational 
Administration of the Community College Leadership Program. 

The following self-assessment results are based on campus interviews conducted 
during March 28 - April 6, 2000. The report findings constitute an analysis of data 
from 21 interview sessions as well as a review of supporting documents. Questions 
related to the Baldrige Criteria were used to gauge the College’s performance against 
a national standard for institutional excellence. 
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Baldrige Assessment Feedback 
By Category 

Reported Results By: 

• Strengths 

• Areas for Improvement 

• Strategic Planning Issues 

• Short Term (1-2 years) 

• Long Term (2 years or more) 
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EXECUTIVE SUMMARY 
OF KEY 

IMPROVEMENT FINDINGS 
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Executive Summary of Key Improvement Findings 



Leadership 

• ACC’s leadership system does not appear to be fully consistent. It is 
inconsistent in the promotion of values and performance expectations that 
relate to the College’s mission. 

• A systematic approach in the College’s chain of communication from senior 
leadership is not apparent. 



Strategic Planning 



• The strategic planning process is not fully deployed throughout the College. 



• Effectiveness measures are not systematically addressed when focusing on 
student learning. 



Student & Stakeholder Focus 

• Collegewide linkages between currently utilized mechanisms to evaluate 
offerings, facilities and services and their impact on student learning are not 
aligned. 

• An infrastructure to support newly implemented student programs and 
services does not appear to be in place. 

Information & Analysis 

• ACC’s strategic action plan and data collection process is not consistent 
collegewide. 

• ACC as a whole appears to lack a collegewide system and criteria for 
identifying institutions to benchmark against on comparative information. 

• Faculty and staff need to be aware of the process by which senior leaders 
assess the College’s progress in meeting strategic goals and plans. 

Faculty & Staff Focus 

• There appears to be a lack of awareness of the College’s strategic action plans 
and goals at all employee levels. 
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• It appears that communication throughout the College is generally not 
effective. 

• There is a lack of collaboration between faculty and senior administrators to 
ensure rapid response and flexibility in addressing student/stakeholder and 
operational requirements. 

Educational & Support Process Management 

• There is a need for the College to develop a systematic process to evaluate 
new programs before collegewide implementation. 

• There is no established systematic process across disciplines to ensure that 
faculty is properly prepared to teach all educational programs and offerings. 

• There is no systematic process of assessing the needs of students, faculty and 
other stakeholders in determining key educational support processes. 

Institution Performance Results 

• There is no systematic collegewide dissemination of student performance 
information. 

• There is no collegewide systematic means of measuring and trending 
student/stakeholder satisfaction results. 
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1.1 Leadership System 




l.la(l) Institution’s leadership system addresses values, performance 
expectations, student learning and goals 

+ Strengths 

• Board level policies focus on expected outcomes and strategic objectives for 



• Board policies are posted and accessible to all faculty and staff to view. 

• Board expectations and policies are clearly stated, in addition to clearly stated 
desired expectations for the College. 

• Senior leadership have defined clear expectations for faculty /staff (e.g. job 
descriptions tied to performance standards, formal evaluation system, and 
development plan, and employee handbook). 

• ACC’s service leadership has established performance standards for student 
learning. 

• Senior leadership has an established instructional delivery system and support 
services for students 

• ACC’s senior leadership promote student orientation courses, performance 

standards for student learning, various metrics, education plan support services, 
developmental goals, retention committee, retention counseling and point of 
service surveys. 

• Senior leadership endorses Institutional Effectiveness activities that determine 
student completion/success (e.g. transfer rates, good performance). 

• A comprehensive College Master Plan is in place that addresses student and 
stakeholder needs. 

• ACC administrative leadership conducts surveys aimed at specific focus groups, 
i.e. Citizen's Focus Group, Retention Committee. 

• Senior leadership support Advisory Committees that are in place to focus on 
various issues. 



ACC. 
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l.la(2) Senior leaders set and communicate directions for the institution 
+ Strengths 

• Policies from the Board of Trustees are based on the Carver Model, which 
emphasizes outcomes or "ends". 

• The Board engages faculty and staff in ACC's strategic planning process. 

• The Strategic Planning Process led by senior leaders sets and communicates 
directions for ACC. 

• ACC has administrative policies in place and available on the web for viewing. 

• Annual institutional surveys are conducted on quality of services collegewide. 

• Senior leaders set and communicate directions for the institution through clear 
administrative rules, institutional surveys and an evaluation system for all 
employees. 

• ACC provides a safe climate conducive to learning that is promoted and 
monitored by senior leaders. 

• Southern Association of Colleges and Schools Accreditation (SACS) 
requirements are supported and adhered to by the College. 

• Additional college newsletters have increased communication throughout the 
College. 

• Senior leaders communicate through; ACC Bulletin Board, News & Notes, 
Professional Development Training, the Accolades Program, Teaching 
Excellence Awards, and various faculty/staff organizations. 

• Senior leaders support professional development for both faculty and staff. 

• The administration provides leadership in developing the Employee 
Recognition Program. 

• The College has an improved faculty evaluation system. 

- Opportunities for Improvement 

• ACC’s senior leaders are not consistent in acknowledging and participating in 
informal employee events. 
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• Senior leaders need to communicate effectively about expectations, initiatives 
and improvements to be made. 

• A systematic approach to communication from senior leadership is not 
apparent. 

• Communication closure on issues and consensus building among faculty/staff 
by senior leadership needs improvement. 

• Greater emphasis needs to be placed on supervisory communication skills. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Senior leaders need to simplify and clarify inter-campus communications 

• Senior leaders need to be more involved in informal campus-wide events 
for faculty/staff 



Long Term (2 years or more) 

• Senior leadership should discuss, formulate and disseminate core values 
campus-wide 

• Senior leadership should review their communication and consensus 
building skills 
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1.2 Public Responsibility and Citizenship 



1.2a(l) Institution addresses regulatory, legal, and ethical requirements 
associated with institution operations 

+ Strengths 

• Board policies and administrative rules provide parameters for employees and the 
institution to operate. 

• ACC’s non-discrimination policies are reviewed periodically by the Board. 

• ACC complies with the Southern Association of Colleges and Schools (SACS) 
accreditation requirements and the Texas Higher Education Coordinating Board 
guidelines. 

• There is a systematic process in place for communicating regulatory and legal 
requirements. 

• Administrative rules are published on the web. 

• ACC provides an informative employee handbook that addresses regulatory, legal 
and ethical requirements associated with the College. 

• The Human Resources department ensures that hiring procedures meet all 

regulatory, legal and ethical requirements. 

• ACC has a high degree of compliance with various guidelines, specialized 

accreditation standards, applicable regulatory requirements and laws. 

• ACC has a documented grievance procedure system in place to ensure that 
faculty/staff rights are fair and equitable. 

- Opportunities for Improvement 

• New hire orientation places emphasis on employee benefits, and lacks 
training/information on navigating information systems, campus ethics, ACC’s 
Organization Charts, and reporting relationships. 

• The Employee handbook appears not to have been revised in a timely manner. 
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1.2a(2) Institution anticipates public concerns regarding its operations 



+ Strengths 

• Information is gathered from workforce advisory groups for use in meeting the 
workforce needs of employers and the community. 

• Senior administrative leaders meet with senior management in public schools, 
business and industry to share information and receive feedback. 

• ACC’s Marketing and College Relations department is designated as the "sole 
source" of information for sharing College information with the public on a broad 
scale and to anticipate and prepare press releases. 

• The President has strong links to the community and is able to set the "tone" for 
the College. 

• Input regarding public concerns is received from various workforce advisory 
committees, the Capital Area Training Foundation, the Greater Austin Chamber of 
Commerce, in addition to area industries. 

• ACC has a large mailing list for sending newsletters to area businesses. 

• There is significant participation and involvement by administrators and faculty 
who serve on advisory committees. The Chamber of Commerce and workforce 
boards trends are used to gauge public concerns regarding the College’s 
operations. 

• The President has linked himself and other faculty/staff with civic and community 
organizations. Established partnerships with community organizations have 
improved the College’s public relations strategy. 

• Senior administrators anticipate issues that may generate bad press, warn affected 
parties and prepare responses. 

• The President serves on the boards of many community action groups and 

businesses and uses this involvement to gauge public concerns regarding ACC's 
operations. 

• Board meetings and activities are continually used to seek community input 
regarding ACC's operations. 
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Category 2 
Strategic Planning 



2 Strategic Planning 

The Strategic Planning Category examines how the institution sets strategic 
directions and how it develops key action plans to support the directions. Also 
examined are how the plans are deployed and how performance is tracked. 



Page 18 



20 




21 





22 



2.1a(2) Institution considers key external factors in its strategy development 
process 

+ Strengths 

• Input from the Citizens Advisory Committee (CAC) has been utilized in ACC’s 
strategic development process. 

• The College has identified "best practices" and uses benchmarking results in its 
strategic plan. 

• Accrediting agencies input has been utilized and considered in ACC’s strategic 
development process. 

• External surveys are conducted to determine community needs for the College’s 
strategic planning process. 



- Opportunities for Improvement 

• ACC's use of community partnerships for strategic considerations appears to be 
limited. 

• The lag time between what is done in industry and the extent that ACC 
incorporates practices into its curriculum appears to need improvement. 



Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Publicize advisory committee involvement and their role in workforce 
education in the strategic development process 

Long Term (2 years or more) 

• Develop a more systematic approach to promoting business 
contributions of ACC's strategic development process 
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3.1 Knowledge of Student Needs and Expectations 

3.1a(l) Institution determines current student needs and expectations 

+ Strengths 

• The newly implemented Datatel system has increased ACC's ability to capture 
data. 

• Several departments are conducting surveys and holding focus groups to evaluate 
needs and expectations of current students. 

• Students serve on various ACC committees and the Student Government 
Association (SGA) regularly reports to the Board of Trustees. 

• Information regarding students' needs and expectations is secured to some extent 
from annual faculty evaluations. 

- Opportunities for Improvement 

• ACC appears to lack support for the infrastructure to sustain newly implemented 
student programs and services. 

• ACC's communication to the college community about collegewide assessments 
currently being conducted needs improvement. 

• ACC does not consistently formalize surveys and other types of assessments that 
are currently conducted, including analyzing the data and making improvements 
based on the analysis. 

• Assessments should be simplified in order to receive more input on needs and 
expectations of students. 

• ACC should increase services for students with learning disabilities. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• ACC to formalize survey instruments and other types of assessment tools to 
ensure consistency in gauging results for student needs and expectations 
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3.2 Student and Stakeholder Satisfaction 
and Relationships Enhancement 

3.2a(l) Institution creates relationships with key stakeholders 

+ Strengths 

• The College’s administrative leadership creates effective relationships with 
business and industry. 

• ACC’s Student Government Association and employee associations make regular 
presentations to the Board of Tmstees. 

• The ACC Continuing Education Department plays a key role in creating 
relationships with business and industry by meeting the community’s educational 
needs in the employment sector. 

• ACC’s shared governance model assures dialogue among faculty associations and 
employee associations. 

• ACC has initiated dialogue and opened communication with area universities 
regarding transferability of coursework. 

- Opportunities for Improvement 

• Senior administrators to develop better relationships with students, faculty and 
staff. 

• ACC to create positive relationships with external organizations outside of 
business and industry. 

• ACC to create a system in which there is consistency in developing effective 
relationships and capturing feedback on them. 

Strategic Plaiming Issues: 

Short Term (1 to 2 years) 

• ACC’s senior administration to develop a leadership survey to gauge their 
relationship with key stakeholders 
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4.1 Selection and Use of Information and Data 



4.1a(l) Institution selects, manages and uses information and data to support 
key institution processes and strategic action plans 

+ Strengths 

• ACC uses data to support the leadership decision-making process. 

• ACC reports quarterly and annually to college accrediting agencies. 

• Data is collected to record milestones and published as a Fact Book. 

• Many ACC units have established internal processes for gathering, analyzing and 
managing information. 

• ACC units take advantage of a variety of information and data from diverse 
sources. 

• There has been improvement in the reliability and consistency of data. 

• The Office of Institutional Effectiveness, the Datatel system, and the ACC Web 
site support institutional processes. 

- Opportunities for Improvement 

• There is no clear and consistent institution-wide process for gathering, analyzing 
and managing information. 

• Linkages between information and processes are not clearly defined. 

• Results of surveys are not consistently communicated to these who could use the 
data (e.g., faculty, deans, etc.). 

• There appears to be frequent duplication of work because people are not aware of 
what data is available or how to access available data outside their own units. 

• ACC employees appear generally unaware of the data needs of leadership. 

• ACC’s strategic action plan and the data collection to support it appears not to be 
evident to the staff required to collect the data. 
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ACC’s mechanisms for data analysis distribution appear cumbersome. ACC’s 
web structure is not intuitive; so much of the web-published data analysis appears 
to be difficult to find and interpret. 



• Faculty and staff concede that considerable information is available on the web 
but there appears to be widespread sentiment among faculty/staff that putting 
information on the web is not sufficient for dissemination. 

• Faculty/staff rely heavily on informal means of communication, which appears to 
be a factor in the inconsistency of information flow. 

• There are no institutionally designated “key” data to serve as benchmarking tools; 
the available data appears subject to various interpretations. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Clarify/simplify the process of information distribution 

• Establish institution-wide policies for the dissemination of data 

• Users of data need to be informed of its availability and how to access it 

• Communicate to faculty/staff the process whereby data is fed from the 
administrative system to web-based reports 

• Establish a clearinghouse of “best practices” for data dissemination 

• Focus on formal, as opposed to informal, information gathering and 
dissemination 

• Broaden scope of data distribution, and communicate to faculty/staff the 
importance of utilizing the administrative system to access data 

• When reports support key processes, the process should be identified within 
the report either on the web or in print 

Long Term (2 years or more) 

• Create a reliable, consistent, interactive web-based infrastructure for the 
dissemination of data 
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4.1a(3) Institution’s information and data support key user requirements 
+ Strengths 

• Key information regarding institutional processes is available on the web (e.g., 
board policy, administrative rules, college catalog and course schedule). 

• Student data is secured on the administrative system (password protection, levels 
of security, etc.). 

• Faculty and staff note that data is more reliable and has a faster cycle-time than in 
the past, in part because of improved technology (web, Datatel, etc.). 

• ACC’s data support infrastructure appears flexible and adaptable to changing 
needs. 

• Data utilized in reports appear easily retrieved and consolidated. 

• IT staff appears knowledgeable of the administrative system when data is 
requested. 

- Opportunities for Improvement 

• Although improvement has been noted on the availability of data, it still appears 
to be unreliable, which has contributed to credibility problems with staff. 

• IT appears to need more staff/resources to support users’ needs. 

• Faculty members appear generally unaware of administrative system tools 
available to them. 

• Faculty and staff concede that information and data support certain users, but 
there is a sense that data is often difficult to obtain and interpret. There is a 
perception that data is organized in a confusing or misleading manner, or is often 
unreliable. 

• Data reporting appears to need refinement for better reliability and validity. 
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Long Term (2 years or more) 



• Embed assessment processes into the infrastructure for data collection, 
management, analysis and dissemination 

• Develop a comprehensive system for report generation 



4.2 Selection and Use of Comparative Information 

and Data 



4.2a(l) Institution uses comparative information and data 
+ Strengths 

• The LRS uses comparative data to formulate the budget. 

• Benchmarking is done for staffing decisions, referendums and payroll items 
discussed by the Board. 

• Some comparative data is used for projecting student enrollment and in retention 
reports (e.g., semester-to-semester, dean-to-dean and institution-to-institution 
data). 

• Office of Institutional Effectiveness has developed mechanisms for comparisons 
with other institutions. 



- Opportunities for Improvement 

• ACC lacks a systematic process for collecting and disseminating comparative 
data. 

• ACC’s use of comparative data and information is not explicit or well understood. 

• ACC’s analysis of comparative data appears to be externally driven (outside 
agency, board directive, specific problems, etc.). 

• There appears to a perception among faculty and staff that comparisons with other 
institutions are only done when politically expedient. 

• Individual units frequently gather their own comparative data, which results in 
inconsistencies between like departments on different campuses, etc. 

• Analysis of comparative data appears not to be done frequently enough to keep up 
with changing needs. 

• Faculty and staff appear unaware of comparisons initiated to improve basic 
administrative processes. 
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4.2a(2) Institution uses criteria to select comparative information and data 



+ Strengths 

• ACC utilizes data from institutions that are consistent with ACC’s size and 
culture (i.e. multi-campus, metropolitan colleges, number of students served, 
etc.). 

• ACC periodically identifies benchmark institutions and comparative 
institutions. 

• Comparative data is primarily used to address standards for THECB and 
SACS. 

• The collection, analysis and evaluation of comparative data is done mainly by 
two offices and compiled for board review. 

• ACC uses industry input to define and support decisions on program and 
course needs. 



- Opportunities for Improvement 

• ACC appears to lack collegewide criteria for the selection of comparative 
information, and most of the criteria used are externally rather than internally 
imposed (e.g., SACS and other accrediting agencies). 

• Faculty and staff appear unaware of the criteria used for selecting and gathering 
comparative data. 

• Criteria for the selection of comparative data are not communicated to personnel 
collecting data. 

• Criteria for the selection of comparative data are set with little input from or 
understanding by staff. 

I 

• There appears to be considerable apathy on the part of staff in the process of 
collecting data. 

• There appears to no comparison data collected beyond those institutions of similar 
size and structure. 
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4.3a(3) Institution integrates and analyzes its student and program performance 
data to assess performance relative to comparable institutions 



+ Strengths 

• Outside consultants are hired to analyze performance and recommend changes in 
key areas of the College. 

• The Office of Institutional Effectiveness surveys and reports results on a request 
basis. 

• The “Employee Satisfaction Survey” has been reinstated. 

- Opportunities for Improvement 

• Decisions made by senior leadership are frequently communicated to faculty/staff 
without justification or underlying data. 

• There is a widespread perception that ACC’s political environment governs the 
analysis and interpretation of the data as well as the allocation of resources. 

• The College does not use data that is available to compare ACC’s performance to 
that of other institutions. 

• The results of comparative analysis appear to be narrowly used (specific problems 
or situations, etc.). 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Consultant reports to be shared campus-wide 

• Define and communicate reasons for analysis/decision making 

• Ensure routine integration and analysis of student and program performance 
data to assess comparative performance 

Long Term (2 years or more) 

• Identify a minimum of five ACC programs that can be compared to “Best 
Practices” programs at comparable institutions. Use findings for campus-wide 
program improvement 
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5.1 Work Systems 



5.1a(l) Institution designs, manages and improves work processes of faculty/staff, 
administrators, and supervisors that support the institution’s strategic 
action plans and goals 

+ Strengths 

• Ad hoc cross-functional work teams are formed to review and improve key 
processes (e.g., Datatel super users group, registration post-mortem, etc.). 

• For specific key areas, such as Datatel or budgets, training is offered on an ad-hoc 
basis. 

• Staff professional development activities support ACC’s strategic plans and goals, 
and the overall staff development plan appears to be positive. 

- Opportunities for Improvement 

• Work processes are generally not documented. 

• There appears to be a lack of awareness among all employee groups of the 
institution’s strategic action plans and goals. 

• Chronic staff shortages and turnover appear to have impacted negatively staff and 
supervisor communication and knowledge of work processes. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Form cross-functional teams to document key work processes 

• Senior leadership should review communication gaps that exist in deploying 
ACC’s strategic action plans and goals to all employee levels 

Long Term (2 years or more) 

• Senior administrators to review staff turnover rate problem and use findings to 
improve staff hiring process 
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5.1a(2) Institution’s faculty, staff, administrators and supervisors conununicate, 
cooperate, and share knowledge and skUIs across work functions, units 
and locations 

+ Strengths 

• Multi-disciplinary groups are often formed to address key issues (e.g., study skills 
modality for nursing students, crisis counseling committee, etc.). 

• Various publications are routinely sent to all employees (e.g.. Bulletin Board, 
President’s newsletter, etc.) and the general feeling among faculty/staff is that the 
communications system has improved. 

• ACCNet is used to communicate. 

• Faculty/Staff task forces facilitate communications across ACC’s various campus 
locations. 

- Opportunities for Improvement 

• Communications with adjunct faculty appear to be generally ineffective. 

• Staff groups generally believe communication throughout ACC is not 
effective. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Formally survey faculty/staff to measure to what extent communication, 
cooperation and sharing of knowledge and skills is deployed throughout ACC 

Long Term (2 years or more) 

• Conduct a formal communications audit of the ACC district and use findings 
to improve communication flow 
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5.2a(3) Institution delivers education and training to faculty and staff 
+ Strengths 



• A professional development program is on going and required for staff and 
adjunct faculty, with some choices. 

• Training programs provide discipline-specific training for adjuncts. 

• Conferences/seminars/training sessions are available for faculty/staff and 
administration. 

• Tuition vouchers are in place. 

- Opportunities for Improvement 

• The quality of orientations receive mixed reviews. 

• New employees are not taken on a “tour” of the College. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Use focus groups to review new hire orientation and revise based on input 

• Review faculty/staff education and training curriculum and use findings to 
improve training and development initiatives 

Long Term (2 years or more) 

• Conduct an annual training needs assessment survey for faculty/staff. Use 
findings for program improvements 
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5.2a(4) Institution reinforces knowledge and skills of faculty and staff on*the-job 

+ Strengths 



• Many areas have regular meetings and e-mail communications. 

• Many programs have strong business and industry links. 

• Opportunities for Improvement 

• Many areas have too many regular meetings and e-mail communications. 

• Some professional development activities are not tied to actual jobs. 

• Learning new skills does not necessarily mean more responsibility or upgrades in 
position. 

• Some areas have no “career path.” 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Ensure that all new knowledge received by faculty/staff has on-the-job 
application 

• Professional development should be an integral component built into each 
faculty/staff performance evaluation 

Long Term (2 years or more) 

• Faculty/staff use of knowledge received in training and education workshops 
to be evaluated against their on-the-job application 



Page 71 




73 





74 



5.3 Faculty and Staff Well-Being and Satisfaction 



5.3a Institution maintains a safe and healthful work environment that supports 
the well-being, satisfaction, and motivation of faculty/staff 

+ Strengths I 

• Communication appears open at the “campus staff’ level. 

• An employee satisfaction survey is used (appears that limited actions are taken 
because of the survey results). 

- Opportunities for Improvement 

• Custodial services appear poor at most ACC campuses. 

• Air quality is cited as being poor at Highland Business Center. 

• A perception exists among faculty/staff that the maintenance of a healthy work 
environment is not a priority issue for senior administration. 

• Safety and health issues vary at each campus. 

• A perception exists among faculty/staff that a lot of data is gathered, but nothing 
is ever done with it regarding maintaining a safe and healthy work environment 
throughout ACC. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Survey faculty/staff to determine what extent ACC’s work environment 
supports a safe and healthful workplace 

Long Term (2 years or more) 

• Review safety and health training and education initiatives conducted 
throughout the institution. Use findings for process improvements 
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Category 6 

Educational and Support 
Process Management 

6 Educational and Support Process Management 

The Educational and Support Process Management Category examines the key 
aspects of process management, including learning-focused education design, 
education delivery, institution services, and operations. The Category examines how 
key processes are designed, implemented, managed and improved to achieve better 
performance. 
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6.1 Education Design and Delivery 



6.1a(l) Institution ensures that educational programs and offerings are designed 
and implemented to address student educational needs and focus on 
active learning 

+ Strengths 

• ACC reviews curriculum (via curriculum committee and task forces/programs) 
and transfer information. 

• A technology plan is being developed from the collegewide technology 
committee in the areas of LRS and discipline-specific planning. 

• All disciplines must have syllabi per SACS requirement. 

• Inputs are received from advisory committees (content) and student evaluations 
(delivery). 

• Inputs are received from industry and community. 

- Opportunities for Improvement 

• Foreign languages do identify course goals and objectives, however no 
mechanism is in place to follow up if weaknesses are identified. 

• A systematic method for focusing on active learning does not exist. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• ACC to develop a collegewide communication plan that promotes 
educational programs and offerings 

Long Term (2 years or more) 

• ACC to ensure that curriculum throughout the institution focuses on student 
and program needs and active learning 
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6.1a(3) Institution ensures that educational programs and offerings include a 
measurement plan that makes effective use of formative and summative 
assessment 

+ Strengths 

• ACC has an Office of Institutional Effectiveness that provides information to 
departments. 

• ACC has a program review process that uses focus groups and student surveys 
to gain formative information. 

• The Texas Higher Education Coordinating Board audits programs on a four-year 
cycle and requires responses to identified weaknesses (external). 

- Opportunities for Improvement 

• There is no follow-up on formative or summative evaluations after new programs 
are implemented. 

• New programs are not formally tested before being implemented. 

• A formal way of communicating formative and summative results to the 
institution does not exist. 

• Some support services use benchmarks, however these benchmarks are not used 
for program review (i.e. information is gathered, but not used). 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• ACC to incorporate a rigorous and systematic process for sampling output of 
new programs before implementing campus-wide 

Long Term (2 years or more) 

• Develop a follow-up system for formative and summative evaluations after 
new programs are implemented 
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Long Term (2 years or more) 



• Review ACC’s faculty development initiatives and use findings to develop a 
systematic approach 
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6.2 Educational Support Processes 



6.2a(l) Institution considers the needs of students, faculty, and other stakeholders 
when determining key education support processes 

+ Strengths 

• The Citizens Advisory Committee identified needs of students. 

• Students and faculty provide input into support services. 

• Teachers are assigned to committees that relate to the key education support 
processes. 

• The Student Government Association (SGA) provides monthly information to the 
Board and the President. 

- Opportunities for Improvement 

• A systematic institutional way of considering needs of students in determining 
key educational support services does not exist. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• Develop survey or host focus groups to help ACC determine future key 
support services that need to be in place 

Long Term (2 years or more) 

• Continue to survey students, faculty and staff on an annual basis regarding 
education support services 
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6.2a(2) Institution meets students, faculty, staff, and operational requirements 
when designing and implementing key support processes 

+ Strengths 

• General operating needs are met through the budgetary process. 

• ACC has moved toward providing uniform support across campuses. 

• Four percent of ACC’s budget is directed towards technology/equipment support. 

• All full-time faculty have computers. 

• ACC holds mock registration to identify and resolve potential problems. 

- Opportunities for Improvement 

• The size of learning labs is not adequate to meet students’ needs. 

• ACC provides a minimal level of budgetary support for some key support 
processes. 

• Advice given to students from counselors and advisors is not always accurate and 
/or adequate (e.g. course equivalency from other institutions). 

• The level of communication is not adequate. 

Strategic Planning Issues: 

Short Term (1 to 2 years) 

• ACC to review budgetary provision for key support processes 
Long Term (2 years or more) 

• ACC to survey students regarding counseling and advice received from 
faculty and staff at the end of each academic year. Findings to be used for 
training faculty/staff on giving more reliable information to students 
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7.1 Student Performance Results 

7.1a Institution sununarizes current levels and trends of student performance results 
+ Strengths 

• The institution publishes an annual Fact Book. Task forces/programs utilize the 
data presented in the Fact Book to determine course scheduling. The Fact Book 
represents key trends relating to student performance, job acquisition and 
graduation against key institution objectives. 

• Key data are provided and documented by Office of Institutional Effectiveness for 
most indicators related to efficient and effective processes of student performance 
results. 

• The Workforce Education Department determines program performance by 
reviewing the number of licenses issued to students and student employment 
rates. 

• ACC identifies educationally at risk students and requires them to do educational 
planning and the students are then monitored to track performance 
accomplishments for 1-2 semesters. 

• Developmental curriculum instructional areas collect’s data on their students and 
utilizes that data for future planning of courses and curriculum. 

• ACC has established systems to follow student accomplishments: 

-TASP monitored students 

-Hearing impaired program tracks students 

-Students’ progress tracked by grades 

-Students receiving financial aid are continuously monitored 

-Financial aid tracks students pass and drop rates 

-ACC gets completion rates and tracks its students when they transfer to other 
universities 

• The Office of Institutional Effectiveness has obtained data on graduation rates, 
transfer rates and changes in programs through annual surveys. 
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• ACC conducts several comparisons with other state institutions in relation to 
student performance and key college objectives. 

• The Office of Institutional Effectiveness reports are used as reference when 
faculty/staff look for aggregate information on student performance. 

• Various departments of the College determine student performance 
accomplishments annually by conducting surveys. 

• Counselors and advisors keep data records related to student performance results. 
Advisors and counselors are distributed equitably across the campuses; thus more 
on-site advising and counseling does occur. 

• The Student Services department survey students to try to identify students at risk 
of failing or withdrawing. 

• Institutional effectiveness indicators created the President’s Effectiveness Council 
process. 

• A process is in place for each area of the College to develop institutional 
effectiveness measures which are reviewed and when applicable analyzed 
annually by OIE. 

• ACC implemented a systematic approach to institutional effectiveness. 
Institutional effectiveness staff is integrated into various parts of the operation. 
Effectiveness indicators are being measured annually and presented in Board 
reports. 

Opportunities for Improvement 

None identified 



Strategic Planning Issues: 

Short Term (1 to 2 years) 

• OIE designated as the hub for all student performance information data results 
to be deployed to all employees at the campus level 

Long Term (2 years or more) 

• Data deployment to be reviewed by various user groups to determine if 
appropriate data is being deployed at the campus level throughout ACC 
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7.2 Student and Stakeholder Satisfaction Results 



7.2a Institution summarizes levels and trends of satisfaction and dissatisfaction 
results for current and past students and stakeholders 

+ Strengths 

• Various surveys are conducted to obtain key indicators regarding the current and 
past students and stakeholder satisfaction with the College. The performance 
indicators are compared against key College objectives. 

• A survey of internal services was mailed to all employees by ODE. 

• Time is allotted at ACC Board meetings for input from various college internal 
and external stakeholders. 

• The Citizen’s Advisory Committee was formed to advise the College on 
strategies. 

• The President’s newsletter summarizes performance results by organizational 
activities. 

• The College conducts a number of annual surveys which information reflects 
favorable trends of satisfaction by various internal and external stakeholders. 

• The institution has students complete a facilities survey. 

• There is a new survey from the ODE office that has to do with institutional 
effectiveness. 

• The hearing impaired program conducts a survey of services delivered to students. 

• The institution conducts faculty evaluations and employee satisfaction surveys. 

• Periodic assessments of services in IT and Visual Communication Design are 
conducted. 

• Stakeholders consisting of 100 major civic leaders are surveyed each year through 
the President’s evaluation process on performance expectation results. 

• The Board has had stakeholders’ meetings with the results documented in the 
Board report. 



Page 96 



• The President is involved in many committees and gets verbal feedback directly 
from community stakeholders. 

• Faculty evaluations are systematic - this provides students a good feedback 
mechanism. 



Opportunities for Improvement 

• There appears to be program summaries in different areas, but there do not appear 
to be any clear-cut trends of satisfied/dissatisfied student and stakeholder results. 
There are various areas of “pockets” of information of individual activities, but 
they lack any formal or overall levels or trends. The college does not consistently 
analyze data that are available-reasons for student withdrawal, employee 
satisfaction surveys, etc. Much of the results on community/business stakeholders 
are anecdotal. 

• Many ad hoc groups lack qualification and trending results. 

• Lack of awareness stands out about information in ACC and satisfaction gleaned 
from outside surveys. 

• Participants identified occasional questionnaires that go to students but nothing 
was identified that are on a regular basis. 

• Participants identified a stakeholder agency that refers students to ACC but is not 
surveyed regarding the satisfaction of service that ACC provides (CTRC). 

• There is no one place to go for comprehensive information about ACC. 

• No formal survey of external groups (universities, the community) is in place. 

• No systematic communications about satisfaction/dissatisfaction trend analysis 
results in place. 

• Much data on satisfaction appears to be anecdotal. 

• Many areas of the college collect satisfaction data informally, but not 
systematically. The results of such surveys may not always be provided to the 
general college community, nor does the data seem to be studied for any trends 
that might be developing. There seems to be a need for systematic/on-going data 
gathering throughout the College. 

• There is no one central location to retrieve all information regarding ACC. 
Information is maintained on the Web. 
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7.3 Faculty and Staff Results 

7.3a Institution sununarizes current levels and trends of faculty and staff well- 
being, satisfaction, and development. 

Strengths 

• Professional Development Program data is collected. 

• The Human Resources Department conducts exit interviews of employees and 
collect results. 

• The adjunct faculty has been surveyed and results are available on satisfaction and 
professional development. 

• Salary and benefits of faculty have been analyzed, including benchmark 
comparisons with other institutions. 

• The employee satisfaction survey is administered and data is collected. 

• There are new activities (ACColades, vouchers, staff development workshops) 
designed to promote employee well being and development and results are 
collected. 

• The salary survey conducted by Human Resources benchmarks ACC against the 
community and other peer institutions. 

• The Information Technology market valuation survey and analysis results lead to 
increased levels of satisfaction. 

• The institution has addressed the issue of compensation by implementing 
reclassification studies, and benchmarking its salary compensation packages 
against those of other institutions. 

• A more formalized system of faculty/staff development has recently been 
implemented; the voucher system that enables employees to take classes is an 
example of such a system; tying raises to faculty/staff development (faculty/staff 
development is now mandatory) is another example of offering more f acuity/ staff 
development opportunities. 

• The salary survey helped to raise some salaries to market rate. 

• The President’s evaluation includes a survey of employee organizations to 
determine their views and results. 
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• Diversity and turnover data is kept and used as a guide for compensation; it shows 
progress, especially with full-time faculty. 

• The College collects turnover data and uses that to adjust compensation (i.e. 
professional technical and classified salaries are higher in some areas as a result 
of feedback data). 

- Opportunities for Improvement 

• There is a need for increased communication of data results to the college 
community. There is a belief that data are not routinely collected. There is no 
evidence of trend data for faculty and staff well being. There is a belief that the 
results collected may not be used or disseminated. There have been little data I 
collected on results of new college initiatives. The Office of Professional 
Development has started documenting feedback information on the programs 
offered. The information recorded to date is too new, since the program is less 

than six months old. Data are currently being collected, but these are new and so 
trend data are not systematic. The data are still “emerging.” 

• Employees are not aware of data on satisfaction and turnover rates. No data were 
cited regarding employee turnover rates. Employee turnover rates in various 
areas of the College were identified as a concern, primarily in the computer 
support areas. There is a need to analyze turnover rates in all areas to determine 
what other problems may exist. 

• Salaries may not be at the level of the college community which impacts faculty 
and staff morale. There is a need for ACC to benchmark salaries with other 
employees in Austin rather than colleges in a different economic environment. 

The institution may need to develop comparative studies not only with other like 
institutions, but also within the private sector of its own service areas. There may 
be a need to increase the salary levels to keep up with current market demand. 

• Mid-management has requested a “bottom-up” evaluation in addition to the 
current “top-down” evaluation of employees. 

• The institution does not review all faculty/staff development activities annually. 

• Upward evaluation results and trends are not being captured regarding well-being, 
satisfaction and development. 
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7.4 Institution-Specific Results 



7.4a Institution sununarizes key performance results that contribute to enhancing 
learning and/or operational effectiveness 

+ Strengths 

Monthly Board reports (information and data) are available on ACC’s Web site. 

The process of program review and evaluation through capstone reports is in 
place. 

The budget process reviews performance results, therefore contributing to the 
decision-making process regarding, number of courses, number of adjuncts, etc. 

The Fact Book summarizes key student, demographic, faculty/staff and faculty 
results. 

State reports summarize key performance results. 

The President’s Web site was reorganized as a focal point for reporting goals and 
direction of the College. Reports are available on the web. 

The Board gets data reports on fiscal effectiveness. 

Campus police report data on safety. 

High demand data is used to improve course scheduling. 

Quarterly and other financial report data are published. 

Office of Institutional Effectiveness reports data regarding classes needed versus classes 
full, which has enabled the College to increase section offerings in some areas. 

Employee satisfaction survey data provide feedback to the College. 

Performance indicators (learning) lead to organization of institutional effectiveness 
measures reported to the Board. 

Functional sector data analysis is being done. 

Process reviews data in target areas 
-personal 
-payroll 

-audit health benefits 
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There is an established system of measuring institutional effectiveness. The system is 
tied to discipline specific effectiveness measures. 



• There are regular reports to board on institutional effectiveness data. 

• Level of subsidy of programs data exist (do they generate revenue, and do they 
need support). 

• Benchmark data (state formula) for resources within departments is used for 
staffing decisions. 

Opportunities for Improvement 

• Human resource costs results data does not appear to be reviewed extensively. 

• A comprehensive system is not in place that gathers or deploys information and 
results data at the campus level. 

• Data in different areas are collected, but participants expressed concern that the 
College does not use comparative data as a gauge against other colleges or 
industry standards. 

• Participants expressed frustration with their inability to acquire data regarding the 
delay of services in some areas due to budgeting constraints. 

• Data reports/information are not used to drive decision making in all areas. 

• Campus police reports are difficult to find. 

• Little data/analysis is done on costs, and efficiency of support areas within the 
College. 

• The use of financial data for comparisons is lacking. 

• Tracking of overall operational effectiveness needs improvement. 

• Satisfaction of services performed and summary of services provided by area are 
not tracked. 

• Summary results data regarding employee satisfaction surveys is unavailable. 
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